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摘  要 
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摘   要 
 
受全球经济增速放缓及船队规模扩张的影响，象征国际干散货运价水平的












特五力竞争模型，对 MAT 公司市场竞争力进行分析，得出 MAT 公司实行客户关























By the effect of global economic growth slowing down and the fleet size 
expansion , BDI(Baltic Dry index)，symbolizing the international dry bulk freight rate 
level, had hit 25-year low in 2011. Shipping market is extreme murky. The growth of 
the global economy is still unpredictable and international ocean market will be 
uncertain. It is important for the shipping companies to improve their competitiveness 
in this tough market. 
Customer relationship management (CRM) system to enhance service quality has 
increasingly become accepted by liner companies, to be effective means to enhance the 
competitiveness of enterprises. Significantly improve business performance through 
customer relationship management can reduce business transaction costs and customer 
development costs; Retain customers, increase customer satisfaction and loyalty, 
enhance business and customer trust; to achieve customers with enterprise benign 
instant interactive, to achieve business and customer “win-win”.   
    This paper is based on the theory of Customer Relationship management. The 
paper firstly introduces the current status of the container market; analyze the method 
for Ocean liners to enhance their competition in the ocean market and the practical 
significance of customer relationship management in the Sino-Us BCO services. The 
paper then introduce the overview of CRM research in both of China and overseas and 
the application status of CRM in the logistics companies. By analyzing the problems 
and deficiencies of implementing CRM in the liner enterprises, the paper utilize 
Porter’s five forces model to analyze MAT company’s competition in the ocean 
market.  By referring to the successful case of implementing CRM, Come out with 
the feasibility and necessity of implementation CRM in MAT Company. Finally 
discuss the main function of implementation of CRM and set up the CRM system 
framework for MAT Company.  
    The contribution of this paper is using advanced CRM theory to analyze MAT 
Company’s business to set up the CRM system framework for MAT Company which 
may also be a reference for the other Sino-US shipping liners.  
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第一章  绪论 
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场处于极度低迷，其衰退程度甚至超过 2009 年的金融危机。[1] 
然而未来两年各船东的运力仍大幅增加，远超预估运量增幅。具体如图 1-1
所示。2012 年，全球集装箱船运力预计比 2011 年增长 8.3%，预计 2012 年底新
增标箱总量将达到 100 万个。如此巨大的增幅将直接影响各班轮企业的船队配置。
越来越多 10,000 标箱①的大船下水，进一步增加原本已经过剩的运力。 
 
 
图 1-1: 运力增长与货量增长的对比图 
资料来源：Weekly Newsletter, www.alphaliner.com. [Alphaliner Monthly Monitor Feb 2012]. 
 
与运力走势相反的是，2011 年各条航线的集装箱运价基本上是高开低走的曲
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2 
线。由于运价大大低于运营成本，班轮企业出现大面积亏损。2011 年全球集装箱
船运输企业总体亏损预计将达到 52 亿美元。[2] 
2012 第一季度，大部分的班轮企业交出了很尽如人意的业绩报告。虽然调价
的计划还在继续，但是没有有效货量的增加的支持以及运力的持续扩大，业内对
未来涨价的预期不是很看好。具体数据如图 1-2 所示。 
 
 
图 1-2：2011、2012 集装箱各航线运费变化对比表（以上海港口为例） 
资料来源：Weekly Newsletter, www.alphaliner.com [Alphaliner Monthly Monitor Jan 2012]. 
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根本，处理好客户的关系是企业的立身之本。 







































































































































































































系统对于提升 MAT 公司竞争力更有特殊的意义。 
本文的主要贡献在于对 MAT 公司的客户关系管理系统的主要功能模块进行
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